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pwposcs. tlie C'A w i l l  not have access to a I'IN i f  the MURCP user does not provide i t  at the t ime 
o l t h e  call. I t  w i l l  he the caller's responsibility to retain the PIN. 

A l l  RCP inforinalimi i s  strictly confidential and requires only the relay caller's phone number or 
PIN For idenfiiicaliun. No ciistonicr inforniation is sold or  otherwise revealed in any manner. 
I Iowevcr. in coinpliatlce w ith FC(' requiretiients, a l l  customer infomlation contained in an RCP i s  
tr:incft.rahlc to a n  incoming I'RS \endor \t ithin the stated timeframe of 60 days. 
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Together nit11 the Virginia Relay Advisor) Council. Al'&'I. and Sprint. VDDIIH has established 
and ~i~ai t i ta i i ie~!  ii quality ' I R S  state program that meets o r  exceeds all operational. technical. and 
luiictioiial iiiiiiiniuiii standards contained in 964.604. We haw worked diligently to ensure tliat 
cli;inge\. iniprmemeiits. and teclinological updates tu o u r  service are consumer driven and are not 
h a d  011 contract Iimitation~. budget restrictions. or the relay industty's status quo. VDDHH 
5 l i i f l  members regularl) attend FC'(~' Public Meetings and offer our feedback and support for 
imprm ing ' IKS iiation\iidc. Mle actiLelq participate iii the National Association for State Relay 
.2ilniinistratioi, ( W A S R A )  and the ~ l ' e lec~ i i i ~ i i t t n i ca t i ons  Equipment Distribution Program 

A\nviaticm ( ' 1  !,,I)I'A) to obtain inforniatii)n and guidance (111 implementing and offering the latest 
i n  r e l q  fcrctiirci and related assistiie technology. A VDDHH staff member also serves on the 
Y;itional I(xchange ('arriers Association [NM'A) Interstate 'IKS Fund Advisory Council, and was 
tlic N A S R A  altcriiate to the former C'onsiimer/~isabiIiry Teleconimunicatioiis Advisory 
(~ 'o i i i i i i i t tee  (CITIAC).  botli excellent networking opportunities iii the TRS arena. 

A s  (ire\ iousl! stated. Vl)L)I II I mahes ever) ef lort to obtain and respond to all feedhack from 
rela! mers .  M'c ~ni:iititaiti and advei-tire oi ir  toll-free customer service number and encourage 011- 

litic miit i ients from our ciistotiicr service e-mail address. Feedback i s  also obtained through our 
VRAC. o i i r  stale\+ ide Outreach program. ;ind annual Toni1 Hall Meetings. A staff member 
personall> handles each complaint received b) VDDIIIi and the associated resolution is  
dociime~itetl. Rela! users are also iiotified oftheir option to pursue complaints with the FCC on a 
l i v n i a l  or iiiforinal hasis. and \\e routinel) refer them to the appropriate FCC w h i t e  or eniail 
ndi!ress 
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The current Virginia Ik la)  contract as well as a l l  subsequent Modifications has been reviewed by 
a representative o f t l i e  Virginia's Office of the Attorney General. No evidence of conflict 
hc tnee i i  fetleral laws and an) stale requirement or premium relay service has been identified. 
'I Iiroiighout the coitrsc oft l i is application. w e  have described in detail any instances where 
Virpinia Rela) escccds tl ir niandaton miniinuni standards contained in $64.604. These instances 
arc priniarily related to  state-of-the-art rela! features and customized calling procedures that are 
a\;iilable to (15 hecause wc  tiiaintaiii a dedicated in-state center. These premium services are also 
a direct resiilt of relay user feedhach and iii no way violate the intent of the associated federal 
la\ \  

.A> pre\ imisly discussed iii $64.604 C.5. firtiding for Virginia Relay is now provided through a 
coinprehensivc C~)iiit1iiiiiicatiOlis tax that appears on all landline. wireless, internet, phone. cable 
and satellitc s e n  ices. Directory information. bil l ing inserts, and VDI IHH Outreach activities 
Ii;ivc effcctivel> and collectivclj promoted Virginia Relay to the CitiLens ofthe state in a positive 
and heneficial nianiier. To date. V I IDHH has not received any comments from the public that 
\ \~ iu Id  indicate a lac!, of support or unwillingness to financially support 'I'KS. 

With [lie continued success of oiir rclay educational campaign and the guidance of VRAC 
mernbers. stibstaiitivc changes to future Virginia Relay contracts and modifications are possible. 
Al l  xdi chnngcs \%ill be coniniunicatcd to the FCC within 60 days of implementation as required 
in $64,6f)5. i tet i i  1 

. . .. . . _.. . . 
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Section 2. 

Virginia Relay 
Enhanced VCO Relay Services 

CapTel 

A Ca Tel b y  Ultratcc 
Sprint ' & l + e r n m I I L X l f L  

10 

.... . -, . ~ ~ . .. ~ . .  



('ap'l e l  [ 'As arc Iraitied and evaluated to enstire all aspects o f  confidentiality are maintained and 
coiivcrsational wi i text is properl) provided. CapTel CAS are also prohibited from intentionally 
altering 21 relayed con\ersatioii and nil1 rela) all conversation verbatim. 

In addition t o  these iiieasiires. Scction 8.01-44.3 ofthe Code of Virginia prohibits the divnlgerice 
1,1'~~~iiiinunicatiotis h! qiialiiicd interpreters or CAS. Such divulgence i s  defined as a civi l  offense 
punisliable by recovery of actual dainages ur $100, whichever i s  greater. These stipulations 
e\c.ced and >trengtlicn the federal requirements for confidentiality and are not i n  conflict with its 
original intent. 

Types of Calls 

I 3 ,  I i /x ' . \  i!f i ~ i r l l , c .  ii) ( ' o i i . \ i , r rcw witl i ihc oh1igution.s ~ ~ f t i ~ l ~ ~ i ~ o ~ i i ~ i i u r ~ i c ~ ~ t i i ) i i , r .  currier qiwu/or.\, 

l?/,il \<'i"''~'.\. 

' 4  t r r '  p i v h i h i r c ~ d  fhw wfid.\rtig \in,clc, or .\ei/uc~nrirrl cul1.v or liniitiiig the Iengrh r~fci11l.s u/ilizing 



: ! " I . ~ J  I R.5 i,roi I , / t , r s  \ / 7 d / /  p o i  id(,. ,I,\ Tl<.V l i w i r w ~ ~ .  (n,.siwring rnud7ine ruld voice nruil reo-iewl 

('. .ip '1' e l  relay scr\ ices are capable of handling all call types normally provided by Coninion 

['arrierh. Cap'Iel users dial srquentinl calls directly: therefore there i s  no opportunity for a 
sequential ca l l  10 hc denied. Cap'l cI wi l l  not refuse single or sequential inbound calls or limit the 
leiigth of any c d l .  I f  a n  inhotitid c a l l  is made to a captioned telephone user via the captioned 
telephnne auccx inumber. set-up i s  automatic. and again there i s  no opportunity for a C'A to deny 
B iai l  

.The priiceshinp o f  both Speech to Speech and Hearing Carry Over calls is currently waived by the 
l~( C' for C'aljl'el. The requirement fix Call Kclcase where a CA can be removed from a relay call 
\\ith<iut dirciiniirctiiip the call bet\\een the two parties has also been waived. 

C-ap~l'el users hear and interact directlq with recorded me ges and make selections as required 
b? the intcractive menu. The CapTel user i s  alerted to the presence o f  a recording by hearing the 
recorded messye aiidior hering the captioned text ofthe recording as it is played. Cap'fel users 
can also repla) the mcsmgc until tlic message either heard or captioned to their fiill 
iitidmlaiiding. Cii l ls 10 recorded message. are considered a single call. 

A i i s~e r i i i g  iliachitie and voicciiiail retrieval i s  provided b> Sprint CapTel. Answering machine 
retriebal is accomplished throiigli C'apTel when the CapTel facility captions the voice message to 
the cap I'cI 11ser. 
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AI1 Sprint CapTel users also haw the ability to participate in a three-way call. Although the 
p e r m i  using n single-line Cap.l.cl phone is unable to establish t l ie three-way connection, the 
called part! can establish tlie connection and captioning wi l l  still appear for the CapTel user. For 
iL\o-liiie CapTel users. it conferencing feature can be utilized on the primary line while the second 

l i i ic cotinect and receives the captioning. Sprint CapTel users are also able to participate in a 
c<miercnce bridge to  speak to three or more individuals during a single call. 

,I II captioned telcphone users are provided with a speed-dialing feature through their Caplel 
de\ ice. 

Sprint CapTeI also supports pa)-pt'r-call typcs 

4 Huudling I ! /  ctmv~,ywtc;i cirll,\ Proi~r( l im 117u.sr u,w LI sy,stetu,/br iircon~iug enwrgmcy cull,v iliur. 
,I: t 1  rni~iinunn ~ I ~ I ~ I J ~ ~ I ~ ~ ~ I ~ ~ ~ ~ I I I  tnul tnrnlrdi~uel,~ rruusfim the culler r l :  ( J I Z  upprupriute Public Sujdy 
J n \ w i ~ i ? i , y  P(jin/ IPSAPi . I r i  qyn.opriure /'.SAP i.s either. LI PSAP t k t r  the criller would hirve 

w 1 1  l i d  !I hi, hiid diirlrd 91 I diri,L i i i , ,  or ( I  PSAI' thur I.$ cupoh/(> q/rriohling the disputch of 
e ' ! l i ~ ' I y~ 'P71 '1  , S I T I Y U ~ . ~  !O riw d l c r  I I I  t~~~ ~, .v lJdir ; t t z~ . \  tuum'r. 

( 'ap ' rd  users Cali dial 0- I - I  on their phones to reach their most appropriate PSAP. For one-line 
C a p r e l  userb. l l i c  Cap I'cI phone defaults to a VCO device and delivers both the Automated 
kutiiher 1dentific:ition (ANI) and Automated Locator Identification directly to the ASAP. For 
t\\o-litic C apJel users. t l ie primar? line coiiiiects directly to the PSAP and delivers both the 
Autoni;itcd Numhcr Identitication (ANI )  and Automated Locator Identification. The second line 
coiiticcts t o  the Cap'l'el center and the conversation with the PSAP operator i s  then captioned. 

Inf i~r t i~at ion on emcrgenc) ca l l s  is included in tlie V A  Relay brochures. I n  addition. each 
l ' i rginia C'a[YI'el recipient i s  provided instructions on the use oftheir Capl'el phone for 
einergeiic) cal ls. V D D I  111 0iilre;lch st;ift'and contractors routinely provide training to Virginia's 
I l i  I'SAI'S on the rcceipt o f a l l  t4pes ofcalls from citizens who are deaf or hard of hearing. 
iiicliiding thme )oi i  are ('apl'cl users. Many ofthe major metropolitan-area PSAPs in Virginia 
lia\c obtained :i 'l.'l'Y and Cap.lt.1 phone to  process test calls with their operators. 

'l'erhnical Standards 



i i  Eqiiul u i ' c  c\.\ t i )  i i 1 t i ~ i . i ~ r ~ ~ I i i i i 7 ~ : c  i'iirri TK,'; ii,sers ,\hull huiw u ~ r , s . s  / u  /heir cho.seii 
pa r ~ i i - r i i ~  t l i i ~ i ~ i ~ h  thc. TRS. i i i i d  /o ull othizr opcruior srriirr.c.. tu  the suine exleu/ /hui 

15 /"'"""lC~rl IO \.lii<.C ll\<,r,\. 

\'+ilia ('ap I e l  risers are iihle to clioose their local exchange carrier through the CapTel Carrier 
0 1  ( 'ho icc prepram allowing Ibr the sanie access that i s  provided to standard telephone users. 
( 'urrentl! Virginia I<cla? callers have access to the following IXCs: 

4~1 &'I Adelpliia Allegiance Alliance Amerivision 
t3ellSoutl1 UroadWing UusTelecotn C IoseCal I CirChoieSIK 
('oin'l ccli C'orcCotnm Cos (Ihis) Cox (Res) Eastern 'l'el 
I.,. ' lStOi1 . I:\cel kscel I O  I O  Frontier GlobalCrossing 
1.1 inh liicointiet LI)  W'hse I.DDS LDM Sys 
I ,igliO'ear MC'I Matrix le1 MetroMedia North Amer 

- 1  

,7 Mrgi?Lz Relq + ~+ .1 

, 1 ' /  - i ,  
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- One('all OpcnBand OpcsLI) Pembroke PhoneTel 

I'rimus ' l 'el  Qwes~ S D C  Sprint TalkAmerica 
-1 elecOlll Iouch I Vartcc Verizon V2 Verizon 
VSS I W i It c l  WorldXelig Worldwide Z-Tel 
Z O ~ W  'rei Lone'l.cl 
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Funct ional  Standards 
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!I1 complaints. grievances. inquiries. suggestions and commendations for Virginia Relay, 
I i i~~ludi i ig Caplc l  services. s h o u l d  be addrcssed to the V I I D H H  'TRS Administrator: 

Clayton t-. Howen. Relay and Technology Programs Manager 
Virginia 1)cpartment For the Deafnnd l lard o f  Hearing 
1602 Rolling H i l l s  Drikc, Suite 203 
Richmond. Virginia 231-29-5012 
( X O O )  552-7917. \()ice Xr  text 
(804) 662-9704. voice 1G text 
(804) 662-9718. tax 
CI; i~ to i i .Ro~\eni i i~ddI i l i . \  irginia.go\ 

Public Access to TRS Information 

111 additioii to director) inf(?rmation. the VDDHH Outreach Program has provided public access 
to iiifii,rination 0 1 1  ('apTel services since 2004. Currently composed o f  two full-time staff and 16 
amtl-acted specialisth. the state\\ide p r o p m  provides as part o f  i t s  on-going efforts relay 
cdiicatioii :ind training to businesses. consumer vrganizations. and public safety personnel. 
C~ii i -rei i t  Vl)[)t l t l  Outreach contracts require annual Relay Forums and at least one Relay 
uorkihop be c<vitluctcd i n  each o f t h e  state'? I'larining Districts. All such activities include direct 
rclerence 11) Cml'el services and devices. 

\h c i i lso partiier nit11 [ Iltratec to distribute quarterlq issues of(.'upTX New's which provides 
helpilil I i i i i ts  for people ~ h o  iise ( 'ap l 'e l  relay services. We also advertise CapTel services in 
d a t e  periodical> mid advertorials \\hose primary audience is composed of senior citizens. 

( . , ,pic, ,% 01 1 ' 4  K d i ( i .  ( ' < i p 7 < 2 1  prornoo<miI niolwidr o p p < i r  ivllrclire~v us Ap['i"ndi.r 18 
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Since Octohcr o f ? O O ? .  the Virginia Rela! Advisor) Council (VRAC) has provided feedback to 
t l ic  state's rela) program and oversees all cducational and technical assistance activities which 
pro\ icie puhlic ~ICCCSS to infhi iat ion on Virginia Relay. The VRAC sets campaign priorities on a 
fiscal bear schedule and monitors campaign progress on a quarterly basis. VRAC By-Laws 
c>tahlish a Cap re1 user as a bating member of the Council and a Sprint CapTel contract 





... . ... ,.. 
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Virginia Capl'el Account I(~!II.AI~~.?!an(irjs~rint.coiii 
('oristimer Correspondence 

V 1 ) I ) t i  Ill recei\ es conirnents from: 

VI)DHH I'o\vn H a l l  Meetings 
Contracted Oiitrcach Staff 
C'oiisuriier Correspondence 

V D l ) l l l l  'I oil-Frce Customer Senice Number - I-800-552-7917 (TTYiVoice) 
Chi-line Rela! C(~nsurner Input Form - w\+u.vddhh.org 
V I W t I H  E-mail Address - irorittlsh~~~~ddhh.virginia.gov 
Virginia Relay Advisory Coiincil Members 

I Iltratec. VDDIIH. Sprint. and thc VDDHH 'TRS Administrator work closely together to quickly 
addrcs\ and resohe customer issucs iiivolvirig relay service. Over the past three contract years. 
the nierage luriiarouiid time for resolution o f  complaints has been 24 hours or less, with the 
majorit! of complaints being resol\ed on the same daq they are reported. Complaints or inquiries 
rel;tled ((1 technical or billing issues are not subject to a specific deadline since technical research 
o f  f(illo\\-iip wit11 other entities ma? hc i iecessa~.  However, timely resolution of these items i s  
s t i l l  required atid nionitored b> VI)I) l I I I .  

11;i complaint takes longer t l ia i i  -30 days to resolve and coii ld appears to address a violation of 
I 'C 'C  staiidards. the V DDHIH TRS Administrator would handle the CapTel complaint. The 
c(1iisiirner ~ \ o u l ~ l  he coiitaclcd I'or additional information and a dialog with Sprint CapTel 
e~tahlislied I f  the complaint i s  iiot resohed within an additional 30 days, VDDHII initiates a 
lormal Complaint to 3tate Vendor 1.ortn. The ti l ing of this form involves the State's Contract 
Clanager arid the Oltice of  the Attorney General into the resolution process. The form i s  then 
hr\\arded to Spririr \\ ith 3 state-mandated ten-day written response deadline. Oncc a response i s  
rciei\ed. coiitrnct terms and conditions are reviewed. and, where appropriate. formal action i s  
taken accordins to the Virginia Public Procurement Act and Veiidor'.s hfunuul. 

I f  !oi an! rcasoii a complaiiit does iiot appear to he progressing towards timely resolution within 
tlic t C ' C '  required I 8 0  daq tiineframc. VDDHH contacts the consumer and itiforms them of 
pnwdures for filing lorrnal o r  informal complaints with the FCC. The consumer i s  also 
pro\ ided inioriiiatioii for coiitactiiig the Virginia Office of Protection and Advocacy for 
;iddiliotial ;issi\tance \\ ith the filing processes outlined in $64.604 K.6.  

h j t h  Sprint C'ap'lel and Virsinia Relay are i n  full compliance with FCC' requirements regarding 
corisi i t i ier coinplaiiit proccxcs.  

C'crnfidentialit> and Porldhility of TRS Customer Information 

iwdrircw/ of lRLV m v l i i r i r t v .  ii?foi.rrriitiori llegiiiiiiiig on .July 21. 200f). ullfulure coiiIructs 
hciri iwi 11w TRY li,lirr;rr;,\ir~il,l~ m d  / l ie  TRY w t i l o t .  .slarllprovidi~ for  /he truiisfir of TRY cu.vtonier 
i7rotilc ilcrlir f r i i i r i  tlic oiitgoiirg TR5 iwiihr 10 /he inconriiig 7RS iwidor. Such doiu must he 
~ l i ~ , ~ l i i . s ~ ~ d  iri iniihlc fiirii i 111 Irii.st 60 dry.\ prior / , I  /hr providerts Ius/ iluy ofservicc / ~ ~ o i i s i o i i .  
,SI/< 'h ihrlcr r ? i ~ r J '  11iJ1 hr tr,sfY/,/lJr inil' ,i~t/rp(~,$c' oI/wr i l l ~ l l  IO i'0lltleCI the 7'R(' user M'ilh /he Cdled 
,vi,'/i~:.s ~/c\i iwl hi. / h i r /  TRS ri.ser. S i i c , / r  i i?/ iwt i iu/ i<i i i  shull iio/ he .sold. di.s/ribu/ed .~/ i<~red 
I-('' (V!/c,</ i l l  ,lf i ,t '  ~ I ~ / I ? F  13'111' hj. /hc ?c/irj, <'?riti'r 0 1 '  ;I.\ enlp/iiyws. ro?/c,'.s.s c(Jnl/X/k'd Io d0 50 b>' 
im!~fli! o r ~ ~ l ~ ~ l ~ .  

. .~ . . . ... . ...~. .. . -^-- -- - - ... . . .. ~ .. 
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Sprint transfers all applicahle CapTel customer data to incoming Captel vendors. All RCP 
infomiation reiliains strictly confidential. The data is provided in iiseahle format at least 60 days 
prior tu the last dab of contracted scrvice pro\ ision and under no circumstances sold, distributed, 
\hared o r  revealed i n  any other way h) Sprint or Sprint employee unless Sprint is compelled hy 
lepl  process to provide such information. 

664.605 

Statc Certification 

42 
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I r@icr \\it11 l l i e  Virginia Rela) ,Advisor> ('ouncil, AT&T, and Sprint. VDDHH has established 
a i d  maintained a quality TRS state prograin that meets or  exceeds all operational. technical, and 
liiirclioiial iniiiiniuiii standards contained in  $64.604. We have worked diligently to ensure that 
cli;inge\. iniprm ements. and technological updates to o u r  service are consiimer driven and are not 
h:ised o n  contract limitations. budget restrictions. or the relay industry's status quo. VDDHH 
staff iiicmhers regularly attend f C ' C '  Puhlic Meetings and offer our feedback and support for 
impro\  i i ig TRS inationwide. We activel) participate in the National Association for State Rela) 
, ~ ~ l t i i i i i i ~ t r ~ t i [ ~ t i  iNASRA) and the 'I elecomiiiiiiiications Equipment Distribution Program 
A > x x i a t i o i i  i l 'E1WA) to ohtain inhrmation and guidance on implementing and offering the latest 
i i i  rela? features and related assistivc tecliiiolog?. A VDDHH staff member also serves on the 
luat ional  I~xchanfc Carriers Association (NEC'A) Interstate TRS Fund Advisory Council. and w'as 
thc NASRA alternate to the l imier C'onsumeriDisabiIity Telecommunications Advisory 
C'ominittec ( ( ' l ) l -AC') .  both excellent net\\orking oppoflnnities in the TRS arena. 

pre\ ious l )  htatcd. VDDI II I iiiahes e v e n  effort to obtain and respond to all feedback from 
rela! users. M'e maintain and ad\rrtise our toll-free customer service number and encourage oil- 
l ine coi i i i i ient\ froin our customer scrvice e-mail address. Feedback is also obtained through our 
V I M ( .  our state\cide Outreacli program. and annual Town Hall Meetings. A staffniember 
pei.stwaIl> handles each ciiniplaiiir received by VDDHH and the associated resolution is 
dcccimented. Relay users are alm notified oftheir option to pursue complaints with the FCC on a 
liirmal o r  infbrinal basis. and we routinely refer them to the appropriate FCC website or email 

l ' l ie  current Virginia Relay contracts with hoth A.I&T and Sprint as well as all subsequent 
'Llodifications has heen rcviewcd b! a representative 
(ieiieral. N o  cvidciice of conflict between federal la 
rela! service Iiiis heeii identified. 'I'hroughout the course o f  this application, we have described in 
detail any iiistaiiccs \\here Virginia Rela! exceeds the mandatory minimum standards contained 
in  5fA.004. l l i e s e  iiistaiices are priniaril> related to state-of-the-art relay features and customized 
calling prticedures that are a\ailahlc to us because we maintain a dedicated in-state center. These 

he Virginia's Office of the Attorney 
nd any state requirement or premium 
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prciiiium services arc also a direct result of rela) user feedback and in no way violate the intent of 
the associated federal Ian 

A z  p r a  iouslq discussed in $64.604 C.5 .  tunding for Virginia Relay i s  now provided through a 
cotnprehensi\#e cOiiiiiiiiiiications tax that appears on a11 landline. wireless, internet, phone, cable 
atid satcllitc ser\iccs. Lh-cctory infixmation. billing inserts, and VDDHH Outreach activities 
have effectivel? and collectively promotcd Virginia Relay to the citizens ofthe state in a positive 

and beneficial manner. To date. VI)DHtI  has not received any comments from the public that 
\\auld indicate a lack of support or unwillingness to financially support 'TRS. 

I h e  coiltintied 'iticcess ofni ir  rela? educatioilal campaign and the guidance of VRAC: members, 
\uhscantivc change\ to futurc Virginia Relay contracts and modifications are possible. In 
addition. a l l  such changes nil1 hc commtiiiicatcd to the FVC within 60 days o f  implementation as 
required in $64.605. item I. 
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Id 64.6"3 Each common carrier providing 

L 

- 
telephone voice transmission 
services shall provide, not later than 
July 26, 1993, in compliance with 
the regulations prescribed therein, ATBT Relay Services was the first 
throughout the area in which it organization to provide 24/7/365 relay 
offers services, telecommunications services. ATBT recently celebrated 20 
relay services, individually, through years of serving the DeaVHOH community. 
designees, through a competitively 
selected vendor, or in concert with 
other carriers. 

A TB T is fully compliant with the FCC 
requirement of offering Speech-TO- 

offering in the states that we serve. 

Speech-to-speech relay service 
shall be provided by March 1, 2001. Speech Relay Service. This is a standard 

ATBT is fully compliant with the FCC 
requirement of offering Spanish language 
relay services. ATBT is proud to process 
calls for our Spanish-Speaking customers. 

ATBT is fully compliant with 71 1 access to 
all of its Relay Services. Customers in the 
states we serve dial 71 1 and their calls are 
routed to our call-handling centers for 

Interstate Spanish language relay 
service shall be provided by March 
1,2001. 

In addition, not later than October 1, 
2001, access via the 71 1 dialing 
code to all relay services as a toll 
free call. 

Communications Assistant (CA) Competency Skills 64.604 
. 4 \  i 

\ ! i I.! 

A TB T Relay exceeds this FCC standard b) 
requiring that training of Relay operators 

CAS are to be sufficiently trained to includes special call type processing, cros! 
effectively meet the specialized cultural training, and on-going training and 
communications needs of interaction of the various user communitie: 
individuals with hearing and speech for a// operators. In addition, the VA Relay 
disabilities. Operators pariicipate in Outreach Events 

to Hone their skills and ensure community 
interaction. 
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All CAS are tested and evaluated to ensure 
Relay skills meet FCC Guidelines. CA 

64.604 
. ( l ) . i I  

training provides familiarity with hearing, 
deaf, and Speech-Disabled cultures, with 
relay etiqueffe and with ASL translation. 
ASL translation is the default for our VA 
customers and ASL Interpreters are 
available in the center. AllAT&T Relay 
Oprs are tested for grammar and spelling 

CAS must have competent skills in 
typing, grammar, spelling, and 
interpretation of typewritten ASL, 
familiarity with hearing and speech 
disability cultures, languages, and 
etiquette. 

competency prior t o  being employed by the 
relay provider. 

Each AT&T Relay Opr is required to take 
an anuual typing test and qualify at 
minimum of 60 wpm without technological 

64.604 
,.( * ).I11 Typing Speed - 60 WPM with 

technological aids 

Oral-to-type tests 
All AT&T Relay Oprs are tested annually 
on dictation-type tests where they must 
type from spoken conversation. 

64.604 
,.i 1 ).IV 

61.604 

AT&T Relay Services does not currently 
provide Video Relay Services for the State 
of VA. 

in-call Replacement of CAS 

VRS 'qualified' Interpreters 

. .  . .. . , I , ),\.: 

AT&T Relay meets the FCC requirement. 
Change of operators during a call is 
discouraged. An operator must stay on a 
STS call for a minimum of 15 minutes or of 

CAS answering and placing a TTY- a non-STS call for a minimum of ten 
based TRS or VRS call must stay minutes. If a change is necessary, both 
with the call for a minimum of 10 parties shall be informed. If a change of 
minutes. Operators is requested by the TTY or 

standard phone user without explanation, i 
shall be done without question. A change 
of Operator is indicated to both parties by 
the words ' I  relief OprXXX (M/F)". 

VA STS Ops stay on the call for a 
minimum of 15 minutes as required. STS CAS - 15 minutes. 
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C 4  Gender Preferences 
54 604 A,( 
! \I 

VA Relay users are given the operator's 
TRS providers must make best identifying number and gender at the 
efforts to accommodate a TRS beginning and end of the Relay call and 
user's requested CA gender when a informed if there is a change of operator 
call is initiated and, if a transfer during the call. Upon request of the Relay 
occurs, at the time the call is user, the operator will be switched to the 
transferred to another CA. requested gender. The new Opr will 

indicate hidher Opr number and gender. 

Conversations transmitted in real time 

34 604.A. i  TRS shall transmit conversations 
) V' , ,  between TTY and voice callers in 
- real time. the FCC. 

AT&T Relay Services transmits 
conversations in real time as required by 

Confidentiality 8 Conversation Context 

A U T  Relay has written confidentiality 
policies in place and copies are provided to 
users upon request. Oprs are reviewed on 

CAS are prohibited from disclosing the Code of Ethics and the Pledge of 
the content of any relayed Confidentiality on a regular basis. A T&T 
conversation regardless of content Relay Oprs are trained and evaluated to 

ensure all aspects of confidentiality are 
maintained and conversational context is 
properly provided. 

AT& T Relay Oprs are prohibited from 
disclosing any call content. 
If a user is in an emergency or life- 
threatening situation or causes an 
emergency situation to exist by threatening 
the operator or the Relay Center, names 
and specific information may be disclosed 
by the operator to a supervisor to 
expeditiously address the situation. In the 
case of threats against the Relay center, 
Operators, Supervisors, or Other 
Personnel, such information may be 
disclosed to appropriate law enforcement 

54.604 ~ ( 2  j 

STS CAS are permitted to retain info from a 
call in order to facilitate the completion of 
Eonsecutive subsequent calls. 

Certain exceptions are provided for 
Speech-to-Speech calls. 
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Spanish-to-Spanish, VCO-to-VCO, HCO-to- 
HCO, Two line HCO, Pay-Per-Calls (900). 
A T&T Relay Servicies is fully-compliant 64.604 

-. CAS are prohibited from VA Relay Oprs relay verbatim when 
spoken English is typed. The default for 
the VA relay center is ASL translation and 
our Relay Oprs are highly-trained to 
translate the wriffen text into spoken 
English when an ASL user types in ASL. 

i !I 
intentionally altering a relayed 
conversation and must relay all 
conversation verbatim unless 
specifically requested to do 
otherwise 

- 
Types of Calls 

64’60a 
~:> I 

CAS are prohibited from refusing AT&T Relay promotes relay equivalency 
single or sequential calls or limiting and processes all calls as requested. 
the length of calls utilizing relay There are no limits placed on sequential 
services. calls or the length of calls. 

ATBT Relay complies with this FCC 
TRS be c a p a b l e  Of h a n d l i n g  standard. Relay users are able to place 
any type of call normally provided any type of call normally provided by 
by common carriers. 

common carriers. 

AT&T Relay declines calls when necessary Relay service providers are 

due to credit being denied. permitted to decline a call because 
credit authorization is denied. 

A T&T Relay Services processes pay-per 
calls in an equivalent fashion to how they 
would be processed for hearing 
individuals. 

Types of Calls 

64.604 
I. 

2 i! 

64,604 
.3 iii 

64.604 
7. ., , i t  Relay services shall be capable of 

handling pay-per-call calls. 

64.604 
.s v 

TRS providers are required to 
provide the following types of TRS 
Calls: (1) text-to-voice and voice-to- 
text ( 2 )  VCO, two-line VCO, VCO- 
TTY, VCO-VCO, ( 3 )  HCO, two-line 
HCO, HCO-TTY, HCO-to HCO. 

I VA Relay processes the following call 
types: 
Text to Voice, Voice to Text, Voice to 
Voice, Text to VCO, 
VCO to Text, VCO to HCO, VCO with 
Privacy, Hearing to Hearing, 
HCO to VCO, Text to HCO, HCO with 
Privacy, HCO to Text, 
Two Line VCO, Speech-to-Speech, 

~ ~~ 

with Call release regulations. AT&T Relay 
Services ”releases” TTY-TTY calls after 
they are connected. Per-minute 
reimbursement ceases after a call is 

TRS Providers are required to 
provide call release, speed-dialing, 
and three way calling functionality. 

r.3 VI 

released from the CA position. I 
Virginia Relay Service 
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AT&T Relay Services allows Relay Users 
TRS Providers are required to to set up profiles containing their frequently 
provide speed-dialing. called numbers. These numbers will be 

speed-dialed upon a customer's request 

AT&T Relay Services processes three-waj 
calls for our customers. Customers utilize 
their "flash" button to join on two lines and 
the Relay Opr then relays the three-way 
call. 

TRS Providers are required to 
provide three-way calling 
functionality. 

4.604 
vi1 Voicemail & Interactive Menus 

AT&T Relay customers have the option of 
informing the Relay Opr that they are 
dialing to a recorded message or . 
interactive menu. Customers may provide 
the Relay Opr with upfront instructions on 
how to proceed with the call and which 
options to select. If no upfront instructions 
are given, the relay Operator will dial to the 

CAS must alert the TRS user to the 
presence of a recorded message & 
interactive menu thru a hot key on 
the CAS terminal. 

recording, inform the caller a recording has 
been reached, and relay the complete 
recorded message. 

TRS providers shall electronically 
capture recorded messages & 
retain them for the length of the call, 
& may not impose any charges for 
additional calls that must be made 
by the user in order to complete 
calls involving recorded or 
interactive messages. 

AT& T Relay Oprs have electronic means 
to capture automated menus and type 
them verbatim to the caller. AT&T does noi 
impose any charges for additional calls 
that must be made by the user in order to 
complete calls involving recorded or 
interactive messages. 

Answering Machine/ Voice Mail Message Retrieval 

4.604 
Vl l l  

TRS Providers shall provide, as AT&T Relay Services offers answering 
TRS features, answering machine machine or voice mailbox retrieval as a 

and voice mail retrieval. standard offering. 

Handling of Emergency Calls 

A T&T Relay Services processes 
emergency calls in complaince with FCC 
regulations. Emergency calls are 
connected to the appropriate PSAPs. 

At a minumum, TRS Providers must 
be able to pass emergency callers 
to the appropriate PSAP. 
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